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December,  1983 


The  Honorable  Michael  S.  Dukakis,  Governor 

The  Honorable  William  M.  Bulger,  President  of  the  Senate 

The  Honorable  Thomas  W.  McGee,  Speaker  of  the  House 

of  Representatives 
The  Honorable  Paula  w.  Gold,  Secretary  of  Consumer  Affairs 

Attached  is  the  Annual  Report  for  the  Department  of  Public 
Utilities  for  Fiscal  Year  1983.   This  Annual  Report  lists 
significant  accomplishments  of  the  Department  during  the  past 
year;  but  it  also  indicates  a  substantial  agenda  for  improvements 
in  the  Department's  activities,  functions,  and  procedures  for  the 
future. 

The  Department,  through  its  various  regulatory  functions,  has  two 
major  goals: 

o  to  ensure  that  consumers  are  charged  just  and 
reasonable  rates  and  are  served  under  fair  terms  of  service 

o  to  encourage  the  greatest  possible  efficiency  in 
utility  company  operations  and  management. 

Implementation  of  these  goals  is  an  increasingly  difficult  and 
challenging  task  in  light  of  structural  changes  in  the  regulated 
industries  and  the  growing  financial  stakes  involved  in  each 
decision  of  the  Department. 

The  current  Commission  is  ready  to  address  these  challenges  in  a 
manner  which  we  hope  will  reflect  the  overall  well-being  of  the 
Commonwealth.   Accomplishing  this  task,  however,  will  require  the 
continuing  support  and  cooperation  of  both  the  Executive  and 
Legislative  branches. 

In  closing,  the  current  Commission  wishes  to  express  its 
gratitude  and  appreciation  to  the  prior  Commission  (Jon  N. 
Bonsall,  Chairman;  Edward  L.  Selgrade  and  George  R.  Sprague, 
Commissioners)  for  their  dedication  and  contributions  during 
their  term  of  office. 


Respectfully  submitted, 


-Rdber 


e#gan,  Commissioner 
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Introduction 


The  Department's  Mission 


The  Department  of  Public  Utilities  (DPU) 
is  responsible  for  the  regulation  of 
electric,  gas,  telephone,  and  water 
utilities,  as  well  as  bus  companies  and 
commercial  motor  vehicles.   The 
companies  regulated  by  the  Department 
fall  into  two  general  categories,  public 
utilities  and  common  carriers.   Public 
utility  companies  are  natural  monopolies 
providing  essential  services  such  as 
water,  natural  gas,  and  electricity. 
The  DPU  was  created  to  control  prices 
and  rates  for  these  services  and  to 
monitor  the  quality  they  provide.   These 
pricing  and  quality  considerations, 
which  would  ordinarily  be  influenced  by 
market  forces  in  the  case  of  other 
private  industries,  must  be  regulated  in 
the  case  of  the  monopoly  utilities  in 
order  to  ensure  that  the  companies 
properly  serve  the  public  and  do  not 
abuse  their  market  power. 


Common  carriers  are  the  other  type  of 
companies  regulated  by  the  DPU.   These 
include  telecommunications  companies, 
commercial  motor  vehicle  operations,  and 
bus  companies.   These  entities  are 
regulated  because  they,  too,  provide 
essential  services  to  the  public  and 
because  it  is  generally  acknowledged 
that  there  should  be  some  limitation  on 
the  number  of  common  carriers  serving 
the  Commonwealth  in  any  given  field  of 
activity.   Thus,  the  DPU  regulates  the 
entry  of  companies  into  the  common 
carrier  field,  and  it  regulates  the 
rates  and  terms  of  service  provided  by 
these  companies. 


The  public  utility  and  common  carrier 
companies  regulated  by  the  DPU  represent 
a  major  economic  force  within  the 
Commonwealth,  with  combined  operating 
revenues  of  over  five  billion  dollars. 
(These  revenues  amount  to  about  seven 
percent  of  the  gross  state  product  of 
Massachusetts.)   Virtually  all 
homeowners,  renters,  municipal 
governments,  non-profit  institutions, 
and  businesses  in  Massachusetts  are 
directly  affected  by  these 
multi-billion-dollar  industries  in  a 
manner  largely  beyond  their  individual 
control. 

The  Department,  with  a  staff  of  about 
140  employees,  has  been  organized  to 
regulate  public  utilities  and  common 
carriers  in  the  fields  of 
telecommunications,  electric  power, 
natural  gas,  water,  and  transportation. 
Included  in  the  regulatory 
responsibilities  of  the  DPU  are  the 
following  activities: 

o  Analysis  of  company  rate  requests, 
resulting  in  a  determination  of 
allowed  revenue  requirements,  cost 
allocation,  and  rate  structures; 

o  Ongoing  review  and  analysis  of 

fuel  adjustment  charges,  purchased 
power  adjustment  clauses,  and  cost 
of  gas  adjustment  charges; 


Review  and  approval  of  long-term 
gas  and  electric  power  supply 
contracts; 


o  Review  of  interruptible  gas  sale 


contracts  and  other  non-tariffed 
purchase  and  sale  agreements  for 
gas  and  electricity  customers; 

o   Investigation  of  natural  gas, 
electricity,  bus,  and  rail 
accidents; 

o  General  supervision  of  municipal 
light  departments; 

o  Safety  enforcement  of  natural  gas, 
electricity,  bus,  rail,  and 
commercial  motor  vehicle 
companies; 

o  Review  and  approval  of  securities 
issuances  (i.e.,  stock  offerings 
and  bond  placements)  of  the 
regulated  companies; 

o  Licensure  of  bus  drivers  and 
vehicles  used  for  the 
transportation  of  people  and 
goods; 

o  Review  and  approval  of  rates 
charged  and  routes  served  by 
intercity  bus  companies; 

o   Review  and  approval  of  investments 
made  by  utilities  in  other  areas 
of  business; 

o  Enforcement  of  billing  and 
termination  regulations  of 
electric,  gas,  telephone,  and 
water  companies; 

o   Certification  of  radio  common 
carriers  (RCCs) ,  such  as  paging 
companies  and  cellular  radio 
companies; 


Funding 


o  Certification  of  intrastate 
commercial  motor  vehicle 
operations; 

o   Certification  of  intrastate 
telecommunications  carriers. 

The  final  authority  for  all  regulatory 
decisions  rests  with  the  three-member 
Commission.   The  Commission  is  appointed 
by  the  Governor  and  serves  coterminously 
with  the  Governor. 


Funding  for  the  DPU  comes  from  three 
main  sources:   (1)  general 
appropriations;  (2)  general 
appropriations  that  are  reimbursed  by 
assessments  on  the  regulated  utilities; 
and  (3)  direct  assessments  on  selected 
regulated  utilities.   (Chart  1  shows  the 
mix  of  funding  authorized  for  Fiscal 
Year  1983.)   A  history  of  each  of  these 
funding  sources  is  given  below. 


Since  1971,  the  DPU  has  had  statutory 
authorization  to  make  an  assessment 
against  each  electric,  gas,  telephone 
and  telegraph  company  under  its 
jurisdictional  control.   Chapter  1093  of 
the  Acts  of  1971  (inserting  Section  17 
into  Chapter  25  of  the  General  Laws) 
provided  that  these  assessments  be  made 
at  a  rate,  not  to  exceed  .025  percent  of 
the  intrastate  operating  revenues  of 
each  company,  sufficient  to  produce 
$250,000  in  revenues  from  Massachusetts' 
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Department  of  Public  Utilities 

Funding  Sources  —  Fiscal  Year  1983 


Section  17 

Assessment 

$500,000 


Fuel  Bureau 

Assessment 

$400,000 


CMVD 
$433,321 

\ 
General  Administration  gjjj^ 

Section  18  $392,188 

Reimbursement 

$1,660,096 

TOTAL:  $3,385,605 

State  Treasury  Portion:  $825,509 


utility  companies  up  through  1980. 
These  funds  were  to  assist  in  defraying 
the  general  operating  expenses  of  the 
DPU  and  to  compensate  consultants  in 
hearings  on  rate  petitions  filed  by 
companies  subject  to  assessment. 
Section  17  was  further  amended  by 
Chapter  3  49  of  the  Acts  of  1980, 
resulting  in  a  doubling  of  the  maximum 
allowable  assessment  to  $500,000. 

Chapter  684  of  the  Acts  of  1975  further 
amended  Chapter  25  of  the  General  Laws 
by  adding  a  new  section,  section  18. 
Section  18  provided  that  the  Commission 
be  authorized  to  make  an  additional 
assessment,  not  to  exceed  0.1  percent  of 
revenues,  against  each  electric,  gas, 
telephone  and  telegraph  company  under 
the  jurisdiction  of  the  DPU.   This 
assessment  was  designed  to  produce  not 
more  than  $1.5  million  in  FY  1976  and 
$1.75  million  in  subsequent  fiscal  years 
to  reimburse  the  Commonwealth  for  funds 
appropriated  by  the  Legislature  for  the 
operation  and  general  administration  of 
the  DPU  in  the  fiscal  year  in  which  the 
assessment  is  made.   Revenues  from  this 
assessment  cannot  exceed  the 
appropriation  by  the  Legislature  for  the 
DPU  in  the  corresponding  fiscal  year. 
Whatever  amount  remains  unexpended  by 
the  Department  at  the  close  of  any 
fiscal  year  must  statutorily  be  used  to 
reduce  the  assessment  on  the  utilities 
in  the  following  fiscal  year. 

The  expenses  for  the  Commercial  Motor 
Vehicle  and  the  Railway  and  Bus 
Divisions  must  be  factored  out  of  this 
reimbursement  process  since  common 
carriers  and  the  railway  and  bus 


companies  have  no  assessment  levied 
against  them.   These  companies  are 
subject  to  DPU  fees  such  as  licensure, 
inspection,  examination,  and  so  on. 
Although  funding  for  the  transportation 
divisions  comes  directly  from  the 
Commonwealth,  the  revenues  they  generate 
far  exceed  their  expenses.   These 
revenues  revert  to  the  general  fund  of 
the  Commonwealth  and  do  not  directly 
support  the  activities  of  the  DPU. 

Another  assessment  account  was  added  by 
Chapter  375  of  the  Acts  of  1981  to  fund 
the  Fuel  Charge  Monitoring  Bureau.   This 
$400,000  assessment  was  established  to 
support  the  Bureau's  monitoring  of  fuel 
adjustment  charges  and  other  matters 
related  to  the  operation  of  the 
regulated  electric  companies.   The 
assessment  is  derived  directly  and 
solely  from  the  regulated  electric 
companies  and  has  not  changed  since  it 
was  originally  initiated. 

In  total,  the  DPU's  revenues  far  exceed 
its  appropriations  from  the  state 
treasury.   Chart  2  demonstrates  this 
fact  for  the  last  two  fiscal  years. 
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The  Work  of  the 
Department  of  Public  Utilities 


Ratesetting 


The  Commission  regulates  the  rates  of 
over  100  privately  owned  electric,  gas, 
and  water  utility  companies  and 
telecommunications  and  bus  companies. 
The  Commission  has  two  major  goals  in 
ratesetting: 

o   to  protect  consumers  from 

unreasonable  rates  and  terms  of 
service;  and 

o   to  encourage  the  greatest  possible 
efficiency  in  utility  company 
operations  and  management. 

Five  divisions  of  the  Department  are 
primarily  concerned  with  ratesetting 
responsibilities:   Administration, 
Legal,  Rates  and  Research,  Accounting, 
and  Telecommunications.   The  Consumer 
Division  is  primarily  concerned  with 
consumer  protection,  but  also  provides 
important  information  on  utility 
performance  for  consideration  in 
ratesetting. 

Administration  and  information  Division 

This  is  the  front  line  of  the 
Department,  the  Division  where  much  of 
the  public  has  its  first  contact  with 
the  agency.   In  person  and  by  telephone, 
its  staff  provides  directions, 
information  and  advice  to  the  several 
hundred  telephone  inquiries  and  ten  to 
twenty  walk-ins  it  receives  every  day. 
It  is  the  keeper  of  the  records,  the 
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_Jv^-r  scheduler  of  hearings, 
—4k"  moneys ,  the  monitor  of 


»ney 
issuer 


and 


the  receiver  of 
of  workflow,  and  the 
certifier  of  decisions. 


The  Administration  and  Information 
Division  handles  every  petition,  appeal 
and  application  received  by  the 
Department.   Its  duties  include: 


opening  and  maintaining  the  docket 
for  each  case; 

recording,  filing  and  distributing 
all  materials  filed  in  each 
proceeding; 

monitoring  the  assignment  of  staff 
to  all  cases; 

making  the  arrangements  for  all 
public  hearings,  both  at  the 
Department  and  in  the  service 
territories  of  the  utilities 
involved; 

giving  notice  of  hearings  and 
decisions  to  all  interested 
parties,  ranging  from  the  company 
and  the  customer  in  an 
adjudicatory  hearing  on  a  billing 
dispute,  to  the  1,000-plus 
citizens,  local  and  state 
officials,  agencies,  and  other 
interested  parties  in  a  utility 
rate  case; 

handling  all  internal  fiscal  and 
personnel  functions  of  the 
Department. 


Rates  and  Research  Division 


This  Division  has  two  primary  functions: 
to  advise  the  Commission  on  rate-related 
issues,  and  to  maintain  files  of  rates, • 
contracts  and  reports  as  mandated  by 
state  law.   The  complexities  of  the 
ratemaking  process  require  a  high  degree 
of  expertise  in  economics  and  utility 
rate  design.   The  Division's  rate 
analysts  provide  this  expertise, 
assisting  the  hearing  officers  in  rate 
cases  and  drafting  sections  of  decisions 
for  the  Commission.   They  also  study  and 
investigate  contracts  and  special  rates 
filed  by  utilities. 

The  Rates  and  Research  Division 
receives,  records  and  files  hundreds  of 
rate  schedules  each  year  from  gas, 
electric,  telephone  and  water  companies; 
truck,  dump  truck  and  tow  truck 
operators;  and  train  and  boat  companies 
that  operate  within  the  Commonwealth. 
In  addition,  thousands  of  reports  are 
filed  annually  with  this  Division  by  tow 
truck  operators  and  truck  owners.   Other 
duties  include: 


o   collecting  fees  for  filing  and 
fines  for  failing  to  file  the 
required  reports; 

o  analyzing  weekly  gas  supply 
reports  during  the  winter; 

o  researching  proposed  contracts  to 
ensure  compliance  with  Department 
regulations  and  policies; 

o   answering  numerous  questions  and 
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complaints  from  the  public  on 
general  energy  issues  and  on  rates 
and  policies  of  the  regulated 
companies. 


Legal  Division 


The  Commissioners  of  the  Department 
receive  legal  assistance  from  a  staff  of 
attorneys  who  provide  legal  research  and 
draft  opinions  to  the  Commission  and 
assist  it  in  writing  decisions  and 
orders.   They  also  serve  as  hearing 
officers  in  rate  cases,  rulemakings  and 
adjudicatory  proceedings ,  and  have  the 
authority  to  work  with  the  Attorney 
General  to  prosecute  any  violations  of 
public  utility  acts  or  regulations.   In 
addition,  staff  counsel  assist  the 
Attorney  General  in  defending  appeals  of 
Department  decisions  to  the  Supreme 
Judicial  Court. 


Accounting  Division 


Each  year,  every  utility  under  the 
jurisdiction  of  the  Department  must  file 
an  annual  return  providing  detailed 
information  about  that  company's 
operations  and  finances.   One  of  the 
Accounting  Division's  major  functions  is 
to  check  and  analyze  this  data  in  order 
to  monitor  the  efficiency  of  the 
utility's  operations.   To  this  end,  the 
Division  supervises  compliance  with  the 
uniform  system  of  accounts,  and  mails 
out  and  receives  for  study  the  annual 
reports  of  the  various  gas,  electric, 
water  and  telephone  companies  required 
to  provide  such  information. 

The  Accounting  Division's  other 


11 


principal  function  is  to  furnish  staff 
members  with  expertise  in  accounting  and 
to  assist  the  Legal  Division's  hearing 
officers  in  conducting  and  drafting 
decisions  in  rate  cases.   The  Division 
also  works  closely  with  Legal  staff  in 
analyzing  applications  for  new  issues  of 
stocks  and  bonds  by  utility  companies. 
Other  duties  include: 

o  Processing  applications  by 

municipal  light  departments  under 
G.L.  c.  164,  §  57,  for  increased 
depreciation  rates; 

o   preparing  the  annual  assessments 
on  gas,  electric  and  telephone 
utilities  under  G.L.  c.  25,  §  17, 
to  reimburse  the  Commonwealth  for 
funds  appropriated  by  the 
Legislature  for  the  operation  and 
general  administration  of  the 
Department; 

o   updating,  where  necessary,  the 
Department's  uniform  systems  of 
accounts  in  light  of  accounting 
changes  promulgated  by  Federal 
agencies. 

Telecommunications  Division 

This  Division  is  responsible  for  the 
regulation  of  all  common  carriers  that 
provide  for  the  transmission  of 
intelligence  by  electricity  within  the 
Commonwealth.   Among  the  common  carriers 
that  are  regulated  are  all  telephone 
companies,  telegraph  companies,  radio 
common  carriers,  other  common  carriers, 
and  specialized  common  carriers.   The 
Division's  staff  is  responsible  for  the 
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analysis  and  review  of  all  rate  and 
tariff  filings,  conducting 
administrative  hearings  and 
investigating  complaints  and  inquiries 
concerning  the  provision  of 
telecommunications  services  within  the 
state. 


During  FY  1984  and  1985,  the  Division 
will  be  closely  involved  with  the 
regulatory  issues  involved  in  the 
divestiture  of  AT&T  scheduled  for 
January  1,  1984.   The  divestiture  and 
the  recent  court  orders  and  Federal 
Communications  Commission  orders 
launched  an  era  of  increased  competition 
within  the  telecommunications  industry. 
These  activities  at  the  Federal  level 
introduce  an  unprecedented  level  of 
complexity  and  provide  unique  challenges 
to  state  regulatory  bodies  like  the  DPU. 

During  the  next  year,  the  Division  will 
be  actively  involved  in  the  issues  of 
access  charges,  depreciation 
represcription,  certification  of  other 
common  carriers,  cellular  mobile  radio 
service,  and  billing  and  termination 
regulations. 

Investigations  will  be  conducted  into 
all  of  these  areas  to  ensure  that  the 
public  interest  and  universal  telephone 
service  are  protected  as  divestiture  and 
deregulation  change  the 
telecommunications  industry  in  the 
Commonwealth  and  the  entire  country. 

Consumer  Division 

The  Consumer  Division  protects  consumers 
from  unjust  utility  practices  and  helps 
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to  resolve  problems  and  answer  questions 
of  over  75,000  people  annually ,  under 
the  DPU's  regulatory  and  enforcement 
authority  over  billing  and  termination 
procedures  for  residential  customers. 

The  address  and  phone  number  of  this 
Division,  including  a  toll-free  number 
for  those  outside  of  metropolitan 
Boston,  are  printed  on  every  utility 
bill  rendered  in  the  Commonwealth,  and 
each  year  an  increasing  number  of 
consumers  take  advantage  of  the  help 
offered.   As  a  result,  the  Division 
handles  an  average  of  about  5,000  phone 
calls  each  month,  of  which  some  850 
require  substantial  investigation.   In 
addition,  the  Division  receives  over 
1,000  pieces  of  mail  each  month,  of 
which  100  require  investigation.   Also, 
about  70  customers  per  month  walk  in  to 
the  Division  for  immediate  individual 
attention. 

While  many  questions  and  complaints  can 
be  resolved  on  the  spot  with 
explanations,  or  can  be  settled  after 
investigation  and  through  intermediation 
with  the  utilities,  some  problems 
require  further  proceedings.   To 
accomplish  this,  the  Consumer  Division 
holds  approximately  50  informal  hearings 
each  month  in  an  effort  to  enforce  the 
Department's  regulations  and  thereby 
resolve  consumer  disputes.   Only  16 
percent  of  these  hearings  decisions  are 
appealed  to  the  Commission,  and  many  of 
those  appeals  are  dropped  or  settled 
before  coming  to  a  formal  hearing. 

The  Consumer  Division  is  primarily 
concerned  with  the  quality  of  service 
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provided  to  residents  of  the 
Commonwealth  by  the  regulated  gasf 
electric,  water  and  telephone  companies. 
It  is  responsibile  for  providing  the 
Commission  with  the  information  it  needs 
to  assess  the  quality  of  service 
performance  of  the  regulated  utilities 
and  to  exert  a  positive  influence  on  the 
companies  to  implement  more 
consumer-sensitive  procedures.   In  order 
to  accomplish  this  goal,  the  Consumer 
Division  is  responsible  for  the 
following: 

o  enforcing  the  following 

regulations  of  the  Department: 
Billing  and  Termination  Procedures 
for  Residential  Customers  of  Gas, 
Electric  and  Water  Utilities;  the 
Rules  and  Practices  Relating  to 
Telephone  Service  to  Residential 
Customers;  the  Regulations 
Concerning  Security  Deposits 
Applicable  to  Non-Residential 
Customers;  and  the  Billing 
Regulations  for  Condominiums; 

o   answering  all  customer  complaints 
individually  and  accumulating 
statistics  on  these  complaints  by 
company  and  by  type  of  complaint; 

o   interfacing  with  representatives 
of  consumer  advocate  and  legal 
services  organizations  and  utility 
credit  managers  to  improve 
procedures  for  delivery  of  service 
to  customers; 

o   representing  the  Department  and 
low-income  customers  of  utilities 
in  meetings  on  Fuel  Assistance 
proposals; 
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providing  speakers  to 
community  groups  interested 
in  learning  more  about  their 
rights  to  utility  service, 
the  applicability  of 
statutes  and  Department 
regulations  to  their 
situation,  and  how  the 
Department  can  assist  them. 


Fuel  Charge  Monitoring 


The  Fuel  Charge  Bureau  was  created 
by  the  Legislature  in  1981  in 
response  to  public  protest  against 
escalating  fuel  charges  of  the 
electric  utilities.   It  is 
responsible  for  reviewing  all 
activities  associated  with  the 
reliable  and  efficient  operation 
of  all  electric  power  generating 
plants  providing  service  to 
Massachusetts  consumers. 

The  Fuel  Bureau  conducts  quarterly 
proceedings  to  determine  the  fuel 
charge  rate  for  each  electric 
utility  under  the  jurisdiction  of 
the  Department.   It  also 
investigates  and  sets  yearly  goals 
for  these  utilities'  performance 
programs,  and  monitors  compliance. 
Other  duties  include: 


o   setting  small  power  producer 
rates  each  quarter  for  each 
electric  utility; 

o   determining  oil  conservation 
adjustment  rates  for 
companies  converting 
oil-fired  plants  to  coal 
firing; 
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o  analyzing  conservation  programs 
presented  by  utilities; 

o   drafting  major  sections  of  rate 
cases; 

o   developing  rules  and  regulations 
governing  the  fuel  charge,  filing 
requirements,  and  calculation  of 
small  power  producer  rates. 

Utility  Safety  and  Facility  Management 

The  DPU's  utility  safety 
responsibilities  are  carried  out 
primarily  by  the  Engineering  Division 
for  gas  and  electric  service  and  by  the 
Transportation  Divisions  for  rail,  bus, 
rapid  transit  and  common  carriers. 

Engineering  Division 

This  Division  handles  engineering 
matters  relating  to  utility  companies 
and  services,  including  plant 
inspections,  review  of  plant  records  and 
programs,  meter  tests,  surveys  of 
electrical  outages,  and  accident 
investigations.   The  Division  is  also 
responsible  for  reviewing  utility  plans 
for  new  transmission  lines  and 
substations  as  well  as  requests  by 
companies  for  takings  by  eminent  domain, 
to  determine  whether  such  actions  are  in 
the  public  interest. 

The  Engineering  Division's  most 
important  mission  is  the  protection  of 
the  public  from  the  hazards  involved  in 
the  provision  of  gas  and  electric 
service.   Staff  members  regularly 
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inspect  LNG  facilities  for  compliance 
with  safety  regulations  and  to  ensure 
safe  operating  conditions.   The  Division 
also  makes  surveys  and  inspections  of 
electric  and  natural  gas  facilities  and 
conducts  conferences  on  safety 
improvements.   Other  duties  include: 

o   investigating  accidents  and  making 
recommendations  for  changes  in 
safety  practices  and  procedures; 

o   acting  as  the  agent  of  the  Federal 
Office  of  Pipeline  Safety  in 
carrying  out  the  provisions  of  the 
Gas  Pipeline  Safety  Act; 

o  educating  contractors  who  damage 
underground  utility  facilities  as 
to  safe  procedures  for  excavation; 

o   testing  electric  and  gas  meters 
for  accuracy  in  cases  of  billing 
disputes; 

o   inspecting  and  approving  water 
company  plans  for  proposed 
distribution  systems; 

o   receiving  and  compiling  technical 
and  statistical  reports  from  gas 
and  electric  utilities. 

Railway  and  Bus  Division 

This  Division  is  responsible  for  the 
public's  safety  in  travel  on  railroad  or 
rapid  transit  trains,  streetcars  and 
buses  that  are  engaged  in  regular  route, 
charter,  special,  or  sightseeing  service 
within  the  Commonwealth.  Primarily,  the 
Division  is  responsible  for  the 
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inspection  of  track  and  equipment  and 
the  licensing  of  bus  drivers.   It 
conducts  investigations  on  all 
complaints  involving  public  safety, 
convenience  and  necessity,  and  of  all 
accidents  involving  rail  or  bus 
carriers.   The  results  of  this 
Division's  investigations  are  often  the 
basis  for  amendments  or  additions  to 
existing  Department  rules  and 
regulations  or  for  legislation  to  ensure 
added  safety  for  the  public. 

The  Railway  and  Bus  Division  also 
investigates  applications  by  bus 
companies  for  operating  authority.   Any 
bus  utility  wishing  to  change  or  expand 
the  routes  over  which  it  operates,  to 
transfer  a  certificate  of  public 
convenience  and  necessity,  to  obtain 
charter  rights,  or  to  provide  special  or 
school  service,  must  have  the 
Department's  approval.   This  Division 
conducts  hearings  on  these  petitions  and 
drafts  decisions  for  the  Commission's 
approval.   Other  duties  include: 


educating  railroad  and  bus 
personnel  in  safety  regulations 
and  operating  procedures; 


conducting 
applicants 
licenses; 


road  tests  of 
for  bus  driver 


recommending  and  enforcing 
corrections  of  defects; 


approving  or  disapproving  changes 
in  procedures  at  highway-rail 
grade  crossings  in  light  of  the 
public  safety  issues  involved; 
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o  providing  information  in  response 
to  inquiries  from  the  public. 

Commercial  Motor  Vehicle  Division 

This  Division,  created  by  statute  to  be 
a  semi-autonomous  body  within  the 
Department ,  has  as  its  primary  function 
the  regulation  of  motor  vehicle  carriers 
which  transport  other  people's  property 
for  hire.   A  carrier  must  obtain  a 
certificate  of  permit  from  this  Division 
before  it  can  provide  such  service. 
Such  certificates  or  permits  are  issued 
only  after  a  public  hearing  where  a 
determination  is  made  that  the  applicant 
is  fit  and  that  the  service  is  needed. 
In  this  way,  the  Division  carries  out 
its  legislative  mandate  to  ensure  that 
the  public  is  provided  an  economical  and 
efficient  truck  transportation  system. 


>^«^*««i> 


Another  equally  important  function  of 
this  Division  is  the  protection  of  both 
consumers  and  shippers  from  unfair  or 
deceptive  practices  on  the  part  of  a 
minority  of  carriers.   Each  year  the 
Division  investigates  hundreds  of 
complaints  from  customers  who  believe 
they  have  been  overcharged  or 
inadequately  served  by  a  carrier.   Those 
complaints  which  cannot  be  resolved 
informally  are  adjudicated  in  formal 
complaint  hearings.   If  the 
complained-of  practices  are  serious  or 
repeated,  the  carrier's  license  to 
operate  can  be  revoked  or  suspended. 


S^rl^  The  Division's  duties  include: 
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o  supervising  over  8,000  carriers 
providing  regular  and  irregular 
route  service; 

o  maintaining  oversight  of  more  than 
7,800  interstate  carriers; 

o  processing  applications  for  and 
issuing  over  200,000 
distinguishing  decals  each  year, 
as  well  as  some  1,500 
certificates,  permits  and 
licenses; 

o  conducting  more  than  1,600  road 
and  cargo  checks; 

o  pursuing  legal  actions  in  the 
court  system  against  major 
violators. 

In  addition  to  providing  this  regulatory 
supervision,  the  Commercial  Motor 
Vehicle  Division  produces  a  significant 
amount  of  revenue  for  the  Commonwealth, 
primarily  from  fees  collected  for  the 
issuance  of  plates,  permits,  licenses 
and  certificates.   In  fiscal  year  1983, 
the  Division's  total  contribution  was 
$1.8  million.   Chart  3  shows  the 
increase  in  CMVD-related  revenues  over 
the  past  several  years. 
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Chart  3 
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Achievements  in  Fiscal  Year  1983 


Ratemaking 


The  Department  of  Public  Utilities 
achieved  success  in  fulfilling  most  of 
its  statutory  obligations  and  in  taking 
steps  to  discharge  its  duties  more 
effectively.   The  accomplishments  and 
improvements  in  Fiscal  Year  1983  took 
place  in  a  number  of  areas.   The  current 
Commission  is  committed  to  improving  the 
performance  of  the  Department  in  the 
coming  months  and  years. 


Under  its  legal  obligation  to  establish 
just  and  reasonable  rates  for  all 
services  provided  to  utility  customers 
in  the  Commonwealth,  the  Department  has 
begun  to  establish  clear  standards  of 
ratemaking  and  to  apply  those  standards 
consistently.   In  its  more  recent  rate 
case  decisions,  most  notably  Boston 
BdiSOn  Company.  D.P.U.  1350  (May  31, 
1983) ,  the  Department  has  been  spelling 
out  its  standards  for  presenting  rate 
filings  and  has  been  clarifying  its 
requirements  for  both  utilities  and 
interveners,  so  that  rate  proceedings 
may  be  expedited  and  regulatory  lag 
reduced.   This  policy  has  already 
reduced  the  number  of  issues  in 
contention  and  allowed  a  faster 
resolution  of  cases.   Such  a  policy  is 
essential  if  the  DPU  is  to  meet  the  need 
to  review  an  ever-increasing  rate  case 
burden.   (Chart  4  portrays  the  growing 
level  of  rate  requests  received  by  the 
DPU  from  electric  and  gas  companies  as 
submitted  over  the  last  several  years.) 
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Gas  and  Electricity 


The  Department  decided  thirteen  major 
rate  cases  for  gas  and  electric 
utilities  in  Fiscal  Year  1983,   These 
proceedings,  all  of  which  had  to  be 
completed  within  the  statutory  six-month 
suspension  period,  required  178  days  of 
evidentiary  hearings,  as  well  as  21 
evening  hearings  in  the  service 
territories  of  the  companies.   The  total 
amount  of  rate  increases  requested  was 
over  $280  million,  of  which  the 
Department  granted  53  percent  or  $149.4 
million.   These  cases  were: 


Company 

Cambridge  Electric 

Light  Co. 
Boston  Gas  Co. 
Haverhill  Gas  Co. 
Blackstone  Gas  Co. 
Eastern  Edison  Co. 
Commonwealth  Gas  Co 
Bay  State  Gas  Co. 
Colonial  Gas  Co. 
Mass.  Electric  Co. 
Fitchburg  Gas  & 

Elec.  Light  Co. 
gas 

electric 
Western  Mass. 

Electric  Co. 
Boston  Edison  Co. 

Total 


Decided 

Requested 

Granted 

7/30/82 

$    5,335,000 

$    2,547,000 

9/30/82 

67,886,000 

53,477,000 

10/26/82 

2,882,000 

2,679,094 

10/29/82 

80,304 

40,442 

11/09/82 

10,778,155 

4,503,003 

11/30/82 

40,644,000 

27,364,000 

11/30/82 

15,694,000 

2,160,847 

11/30/82 

14,252,750 

7,351,000 

12/14/82 

16,942,000 

1,239,000 

1/31/83 

3,377,596 

2,317,838 

3/31/83 

4,100,000 

2,139,410 

4/29/93 

24,063,000 

12,500,000 

5/31/83 

74.023.138 

31.089.000 

280,057,943 

149,407,634 
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Water,  Transportation  and  Other 


In  addition,  the  DPU  issued  decisions  on 
rate  requests  by  nine  water  companies 
requesting  a  total  of  about  $2  million 
of  which  the  Department  granted 
approximately  64  percent.   These 
proceedings  required  20  days  of 
hearings,  including  evening  public 
hearings  in  the  service  territories. 
The  Department  also  handled  numerous 
adjudicatory,  railway  and  bus  and  other 
petitions  and  appeal  proceedings, 
holding  a  total  of  1,132  hearing  days. 
During  the  course  of  the  year,  the  DPU 
also  held  27  hearings  on  and  approved 
$860  million  in  requests  for  stock  and 
bond  issuances  of  the  regulated 
companies.   Charts  5 A  and  5B  show  the 
growth  in  this  aspect  of  the  DPU's 
activities  in  recent  years.  The 
Commercial  Motor  Vehicle  Division  held 
an  additional  710  hearings  on  matters 
within  its  jurisdiction.   In  total,  the 
Department  issued  558  decisions  in  FY 
1983. 


Citizen  Participation  at  Public  Hearings 

In  May,  1983,  the  Department  started  a 
public  information  program  to  inform  the 
public  and  local  officials  of  hearings 
in  their  districts  and  to  encourage 
participation.   The  program  expands  on 
the  minimum  legal  notice  requirements  of 
the  Administrative  Procedure  Act  and  the 
DPU's  various  statutes.   The  results 
have  been  dramatic,  with  an  average  of 
25  to  40  people  attending  each  hearing, 
in  contrast  to  most  prior  hearings  with 
five  or  fewer  in  attendance. 
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Chart  5A 
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Chart  5B 
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enforcement  activities.   Department 
personnel  make  safety  inspections  of 
public  transportation  facilities  and 
equipment ,  test  applicants  for  bus 
drivers'  licenses,  investigate  accidents 
and  operating  violations ,  and  answer 
complaints  about  service.   They  also 
monitor  the  safety  practices  and 
metering  equipment  of  gas  and  electric 
utilities.   In  addition,  safety 
inspections  of  commercial  motor  vehicles 
are  also  carried  out.   In  FY  1983,  the 
Divisions  listed  below  conducted  the 
following  licensing  and  enforcement 
procedures: 

Engineering  Division 


o   tested  167,449  gas  meters  prior  to 
installation  of  which  3,947  were 
rejected. 

o   tested  40  9  gas  meters  on  customer 
complaints. 

o   tested  85  electric  meters  on 
customer  complaints. 

Commercial  Motor  Vehicle  Division 

o   issued  257,331  identifying  decals 
for  trucks. 

o   issued  1,828  licenses,  permits  and 
certificates. 

o  held  710  hearings. 

o   revoked  or  cancelled  6,176 
operating  authorities. 

o  made  1,680  road  and  cargo  checks. 
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o   received  277  complaints  of  which 
177  received  formal  hearings  and 
23  9  received  formal 
investigations. 

o  pursued  96  court  cases  against 
major  violators,  leading  to  the 
recovery  of  $1,095  in  fines. 

Railway  and  Bus  Division 

o   issued  26,019  licenses, 
certificates  and  permits, 
including  20,265  bus  drivers' 
licenses  and  4,122  motor  bus 
permits. 

o   conducted  2,124  licensing  and 
certificating  inspections. 

o  made  5,979  inspections  of 

facilities  and  equipment  including 
safety  inspections  of  3,065  motor 
buses. 

o   investigated  136  accidents. 

o   investigated  97  bus  operating 
violations. 


Computerization 


One  of  the  most  significant  of  the 
Department's  accomplishments  in  terms  of 
the  long-term  impact  on  the  agency's 
efficiency  is  the  progress  achieved  in 
computerizing  the  DPU's  operations  and 
enhancing  its  ability  to  speed  the 
regulatory  process  and  better  serve  the 
public.   Computerization  has  already 
increased  productivity  in  the  following 
areas: 
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TRACKS*  O 


Statistical  analysis  of  rate 
requests  and  supporting  data,  as 
well  as  calculation  of  expense, 
revenue,  depreciation  and  other 
schedules,  is  being  done  faster 
and  with  greater  refinement 
through  the  use  of  the 
Department's  microcomputers. 

In  FY  1983,  for  the  first  time, 
all  major  rate  cases  were  drafted 
and  completed  on  the  computer 
rather  than  the  typewriter, 
producing  a  40  percent  saving  in 
text-editing  time,  with 
concomitant  gains  in  the  accuracy 
and  appearance  of  the  orders.   We 

also  realized  significant 
reductions  in  staff  overtime 
required  to  meet  statutory 
decision  deadlines. 


Comparable  labor  savings  and 
quality  improvements  have  been 
realized  through  increased 
computer  generation  of  the  many 
other  types  of  orders  issued  by 
the  Department. 

The  Fuel  Charge  Monitoring  Bureau 
has  completely  computerized  its 
production  of  all  decision  drafts, 
cutting  in  half  the  time  required 
for  manual  production  of  these 
orders. 


FY  1983  was  the  first  full  year  in 
which  the  Consumer  Division  used 
its  computer  tie-in  with  Harvard 
to  record  every  case  entered  in 


28 


the  Division  by  phone,  mail  or 
walk-in.   The  Division  continues 
to  collect  this  data  while  it 
correlates  and  analyzes  the 
information  it  has  in  an  effort  to 
improve  and  streamline  the 
process. 

The  Rates  and  Research  Division 
has  established  a  program  for 
computer  updating  of  its  records 
of  all  major  rate  filings. 


Handling  Consumer  Problems 


Helping  consumers  resolve  their  problems 
with  utility  companies  is  always  a  major 
concern  of  the  Department.   In  FY  1983, 
the  Consumer  Division: 

o   received  59,653  phone  inquiries; 
of  these  10,153  required 
substantial  investigation. 

o   received  11,645  mail  inquiries;  of 
these  ten  percent  required 
substantial  investigation. 

o  assisted  881  consumers  who  came  in 
person  to  make  inquiries, 
providing  immediate  assistance  to 
them. 

o  held  580  informal  hearings  to 
resolve  disputes  between  the 
customer  and  the  company. 

Chart  6  indicates  the  relative 
proportions  of  the  various  types  of 
consumer  contacts  in  the  Consumer 
Division  in  Fiscal  Year  1983. 
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All  of  these  matters  required 
significant  investments  of  staff  time 
and  resources,  and  the  Consumer  Division 
has  sought  to  increase  its  productivity 
in  a  number  of  ways,  particularly  with 
the  computerization  described  above.   In 
addition,  in  FY  1983  the  Division  took 
the  following  steps: 

o   Division  staff  began  meeting  with 
consumer  advocates  and  company 
credit  managers  in  an  effort  to 
facilitate  problem  resolution  and 
to  devise  collection  procedures 
which  would  adequately  protect 
those  in  need  of  protection  while 
not  allowing  others  to  take 
advantage  of  the  system.   These 
meetings  are  still  in  the  initial 
phases,  but  they  already  have 
generated  solid  ideas  and  a  basis 
for  working  together  in  the 
consumer's  interest. 

o  The  Division  has  conscientiously 
attempted  to  reduce  the  number  of 
informal  hearings  in  favor  of 
resolving  complaints  over  the 
telephone.   In  the  past  fiscal 
year  the  number  of  hearings  has, 
in  fact,  decreased.   However, 
further  analysis  will  be  needed  to 
determine  whether  this  has 
resulted  from  increased  efficiency 
in  consumer  complaint  handling, 
firmer  regulation  of  utilities, 
making  complaint  resolution 
easier,  or  some  other  factor. 
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Telecommunications 


During   the  year   ended  June  30,    1983,    the 

Telecommunications  Division  has  been 
actively  involved  in  a  number  of 
significant  issues  in  the  field  of 
telecommunications.   These 
investigations  included: 

Private  Line  Restructuring 

In  a  major  decision,  Private  Line, 
D.P.U.  1117  (December  15,  1982),  the 
Department  approved  of  a  restructuring 
of  rates  and  charges  for  all  private 
lines  within  the  Commonwealth,  providing 
such  services  as  alarms,  answering 
services,  and  data  communications.   The 
restructuring  ensures  that  the  costs 
associated  with  a  particular  service 
will  be  recovered  from  those  customers 
who  directly  benefit  from  the  services, 
rather  than  from  the  general  body  of 
ratepayers.   As  part  of  this  decision, 
the.  Department  approved  a  revenue  offset 
proposal  that  reduced  rates  to  general 
ratepayers  by  approximately  $21  million. 

Sale  of  Telephone  Sets 

In  February  1983,  the  Department 
approved  a  plan  to  permit  the  sale  of 
single  line  telephone  sets  in 
Massachusetts.   This  Order  gives 
consumers  the  choice  of  either 
purchasing  the  telephone  set  presently 
in  their  homes  or  buying  new  telephone 
sets  from  inventory  at  a  local  telephone 
company  service  center. 

As  a  result  of  the  Department's 
decision,  consumers  in  Massachusetts 
will  now  have  additional  choices  for 
obtaining  their  telephone  equipment. 
Since  the  sales  plan  is  optional, 
subscribers  may  continue  to  lease  their 
telephones  from  the  telephone  company, 
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As  part  of  a  tariff  filing  associated 
with  the  expensing  of  station 
connections ,  the  Department  approved  of 
tariff  provisions  in  D.P.U.  995  (July 
15,  1982) ,  introducing  a  Customer 
Provided  Inside  Wire  (CPIW)  policy. 
Under  this  CPIW  policy,  residence  and 
non-complex  business  customers  now  have 
the  option  of  purchasing  and  installing 
all  inside  wire  associated  with  their 
telephones.   This  represents  a  major 
change  from  prior  policies  that  required 
the  telephone  company  to  provide  all 
inside  wire  for  residence  and  business 
exchange  services,  extension  telephones, 
and  jacks.   Customers  who  wish  to  have 
the  telephone  company  install  wire  may 
continue  to  do  so  at  tariffed  rates. 


Other 


This  decision  is  consistent  with  the 
policy  of  affording  additional  choices 
to  consumers  in  providing  aspects  of 
their  telephone  service,  so  they  may  be 
better  able  to  make  informed  decisions 
based  upon  their  needs. 


In  FY  1983,  the  Department  also: 

O   Significantly  reduced  the  backlog  q£ 
adjudicatory  cases r  i.e.,  formal 
hearings  and  decisions  of  consumer 
disputes  which  have  been  appealed  from 
the  Consumer  Division.   The  lag  time  has 
been  reduced  from  an  average  of  thirteen 
months  between  appeal  and  decision  to 
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three  and  a  half  months ,  while  the 
number  of  pending  cases  has  been  reduced 
by  approximately  one-half.   Chart  7 
demonstrates  the  relative  number  of 
adjudicatory  cases  filed  versus  those 
resolved  during  each  of  the  past  four 
years  and  shows  a  marked  improvement  in 
the  timely  resolution  of  these  cases. 

o  Developed  a  i^sJL  proposal  Isvl 

establishing  a  port-of-entry  CMVP  permit 
station,  where  interstate  truckers  can 
be  issued  licenses  and  "bingo"  stamps 
immediately  upon  entering  the 
Commonwealth ,    thus  expediting  the  flow 
of  commerce  in  the  trucking  industry  and 
increasing  revenues.   The  permit  station 
would  also  consolidate  DPU,  Department 
of  Public  Works,  and  Revenue  Department 
licensing  and  permitting  functions  in 
one  location. 

o  Promulgated  £  change  in  the  Uniform 

System  £f  Accounts  for  Municipal 
Electric  Light  Plants,  adopting  a 
modified  version  of  the  Federal  Energy 
Regulatory  Commission's  System  of 
Accounts,  thus  simplifying  recordkeeping 
requirements. 
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Chart  7 


Department  of  Public  Utilities 

Adjudicatory  Complaints  Filed  and  Resolved 

20<H 


0) 

£ 

3 


180- 


160-        Filed 


140- 


120- 


100- 


80- 


60- 


40- 


20- 


Resolved 


1980 


1981 


1982 


1983 


Fiscal  Year 


33 


Issues  and  Agenda  for  the  Future 

While  the  basic  statutory  mandates  of 
the  Department  of  Public  Utilities  are 
not  expected  to  change  appreciably  in 
the  coming  year,  the  Department's 
effective  response  to  external  events  is 
critical  if  it  is  to  carry  out  its 
responsibilities  in  a  thorough  fashion. 
Such  external  events  include  changes  in 
the  Massachusetts  economy,  changes  in 
federal  regulation  of  public  utilities 
and  common  carriers,  and  changes  in  the 
structure  of  the  various  regulated 
industries.   In  addition,  the 
Commissioners  of  the  DPU  have  committed 
themselves  to  improving  the  basic 
regulatory  processes  and  the 
administrative  procedures  of  the 
Department.   There  are  a  number  of 
issues  that  the  Department  will  deal 
with  in  the  next  year.   They  include: 

Improving  the  Regulatory  Process 

The  Department  will  institute  several 
measures  designed  to  enhance  its  ability 
to  reach  prompt  and  proper  decisions  in 
rate  cases. 

Ratemaking  Standards 

In  order  to  meet  its  responsibility  to  establish 
clear  standards  for  the  proper  treatment 
of  the  complex  issues  involved  in 
setting  just  and  reasonable  rates,  the 
Department  will  adopt  standard  filing 
requirements  for  electric  and  gas 
utility  rate  cases  and  electric  utility 
fuel  adjustment  proceedings. 

Standards  for  Water  Companies 

Since  most  of  the  water  companies 
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regulated  by  the  Department  are  quite 
small ,  do  not  have  expertise  in 
presenting  rate  requests,  and  do  not 
require  consideration  of  the  broad  range 
of  complex  issues  found  in  electric  and 
gas  company  rate  cases,  the  Department 
will  adopt  a  different  set  of  standard 
requirements,  tailored  to  the  specific 
characteristics  of  this  industry. 

Clarifying  Precedents 

Many  previous  DPU  decisions  have  established 
precedents  for  the  treatment  of  various 
ratesetting  issues,  but  the  basis  of 
that  treatment  has  not  always  been 
clearly  expressed,  reducing  the 
precedential  value  of  the  decisions  and 
resulting  in  longer  cases,  and 
consideration  of  the  same  issues  in 
several  rate  cases.   Therefore,  the 
Department  will  establish  well-defined 
standards  for  evaluating  and  calculating 
various  expenses  and  other  rate  case 
issues,  which  will  result  in  more 
clearly  articulated  decisions  having 
stronger  precedential  value. 

Action,  Not  Reaction 

In  the  past, the  Department  has  often 
essentially  reacted  to  rate  filings  and  other 
submissions  by  the  utility  companies, 
rather  than  acting  to  identify  financial 
issues  and  other  problems  before  they 
reach  the  stage  of  a  formal  adjudicatory 
proceeding.   The  Department  will  conduct 
financial  audits  and  independent 
investigations  of  selected  regulated 
utilities. 

Reorganizing  the  Department 

The  current  organization  of  the  Department 
tends  to  work  against  an  effective, 
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long-lasting  staff  understanding  of  each 
industry.   Because  a  more  effective 
organization  would  be  one  based  on 
industry  lines,  in  which  each  division 
would  be  an  interdisciplinary  group 
focusing  on  the  totality  of  issues 
surrounding  a  given  industry,  the 
Department  will  be  reorganized  to  create 
four  main  divisions:   Electricity, 
Natural  Gas  and  Water, 
Telecommunications,  and  Transportation, 
each  containing  personnel  versed  in  the 
law,  economics,  accounting,  and 
engineering  and  specializing  in  the 
given  industry. 

In-Service  Training 

i   i  i  ,m 1 1 — ■-■ * 

Because  the  ever-changing  world  of  public 
utility  and  common  carrier  regulation  requires 
an  expert  staff  if  the  DPU  is  to 
properly  serve  the  public,  the 
Department  will  develop  and  expand  its 
in-service  training  program  to  ensure 
that  staff  and  Commissioners  stay 
current  with  the  latest  developments. 


Improving  Assistance  to  Consumers 


The  Consumer  Division,  as  the  key  public 
agency  involved  in  consumer-utility 
relations,  will  introduce  several 
programs  to  enhance  its  assistance  to 
the  public. 


Improving  Telephone  Contacts 


A  review  of  incoming  calls  indicates  that 
a  large  number  of  the  hundreds  of  calls 
received  daily  get  busy  signals  or  go 
unanswered  for  an  unreasonable  length  of 
time.   In  addition  to  instituting 
management  changes  to  improve  the 
handling  of  calls,  the  Department 
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intends  to  install  a  new  telephone 
system  in  the  Consumer  Division  to 
improve  the  complaint-  and 
inquiry-handling  capacity  of  the 
Division. 

Multi-Lingual  Outreach 

Since  the  Consumer  Division  must  be  able 
to  help  people  throughout  the  Commonwealth  with 
their  utility-related  problems,  the 
Division  must  have  multi-lingual 
capability,  and  must  also  make  a  special 
effort  to  provide  outreach  services  to 
non-English-speaking  groups  in  the 
state.   The  Department  will  therefore 
attempt  to  increase  its  multi-lingual 
capacity  when  hiring  new  personnel,  and 
will  work  with  the  Spanish-  and 
Portuguese-speaking  communities  and 
$|  their  advocates  to  ensure  that  their 

*m  concerns  are  being  addressed. 

y»>  '  Data  Collection  and  Analyses 

:S  A  key  function  of  the  Consumer  Division  is 

to.  collect  and  analyze  consumer 
complaint  data  so  that  the  Department 

ff||  may  assess  the  quality  of  utility 

service  being  delivered  to  consumers  and 
may  locate  and  enforce  correction  of  any 
deficiencies  in  quality  of  service  or  in 
compliance  with  the  billing  and 
termination  regulations.   To  ensure 
this,  the  Consumer  Division's  computer 
recording  system  will  be  reviewed  and 
upgraded  to  ensure  that  the  data 
collection  and  analysis  responsibilities 
of  the  Division  are  carried  out  fully, 
accurately,  and  in  a  timely  fashion. 

Serving  Western  Massachusetts ___ 


In  order  to  assist  the  large  number  of 
consumers  with  problems  in  the  western 
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half  of  the  Commonwealth,  the  DPU 
proposes  to  assign  a  Consumer 
Coordinator  to  work  full  time  in 
Springfield,  in  conjunction  with  other 
agencies  within  the  Executive  Office  of 
Consumer  Affairs. 


Public  Safety  Improvements 


As  noted  in  earlier  sections,  the 
Department  has  substantial 
responsibilities  for  ensuring  that  the 
I  public  is  protected  in  its  dealings  with 
public  utilities  and  common  carriers. 
The  DPU  is  proposing  to  expand  its 
activities  in  the  future  in  two  key 
areas  of  public  safety. 


Safe  Bridges 


The  recent  series  of  bridge-closings 
indicates  the  serious  problem  being  faced  in 
the  Commonwealth  and  around  the  country  in  the 
maintenance  of  safe  bridges.   The 
Department  will  seek  to  increase  its 
personnel  assigned  to  safety  inspection 
duties. 


Commercial  Carriers 


Similarly,  in  recent  years,  greater  public 
attention  has  focused  on  the  need  to  improve 
inspection  of  commercial  motor  vehicles, 
especially  those  containing  hazardous 
materials.   The  Department  will  attempt 
to  expand  its  ability  to  conduct  safety 
inspections  in  this  field. 


Management  Improvements 


The  Department  processes  hundreds  of 
thousands  of  licenses,  permits, 
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applications,  hearing  notices,  and  other 
items  each  year.   Although  the 
Department  has  made  a  number  of 
improvements  in  the  processing  of  many 
of  its  functions,  a  considerable  number 
remain  in  the  "green  visor"  days. 
Therefore,  the  Department  will  improve 
and  automate  many  of  its  record-keeping 
and  money-handling  procedures. 

o  The  Department  will  computerize  the 
record-keeping  functions  of  the 
Commercial  Motor  Vehicle  and  Railway  and 
Bus  Divisions.   This  will  result  in  an 
accelerated  cash  flow  for  the 
Commonwealth,  as  well  as  ensuring 
greater  compliance  with  the  Department's 
licensure  requirements. 

o  The  Rates  and  Research  Division  will 
design  and  implement  a  program  for 
computerization  of  all  filed  tariffs  and 
other  data  to  permit  rapid  access  to  and 
useful  analysis  of  the  information  it 
has  on  file. 


o  The  Administration  Division  will 
design  and  implement  a  program  to 
computerize  an  index  of  ongoing  and  past 
dockets  to  ensure  a  more  accurate 
record-keeping  system  for  these  legal 
documents. 
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